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Executive Summary


The aim of the report is to identify the problems Marks and Spencer is having using the SWOT analysis, PESTLE analysis and The Power Interest Matrix. The undertaken analysis suggest the main problem is failing to supply on demand, failing to provide cheaper fashionable clothes before opponents and that customers find it convenient to shop online, Marks and Spencer need to improve online services. The report also provides options to improve and resolve problems.
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1.0 Terms of Reference


The report was requested by Maria Heffernan on 18/06/18. The purpose of the report is to identify the problems Marks and Spencer is having. The report was compiled by 1704983. The problem’s Marks and Spencer is having is failing to provide cheaper fashionable clothing before their opponents. The date of submission of this report is 20/07/18. 









































2.0 Procedure

· Contains procedures adopted to prepare the report.
· Includes sources of information:
· Books, websites and journals.











































3.0 Findings


3.1

Marks and Spencer is one of the largest traders and established since 1884. Michael Mark opened his first Penny Bazaar in Leeds in 1884. He later went into partnership with Tom Spencer in 1894 for the development of his business the Penny Bazaar, which is currently known as Marks and Spencer. Marks and Spencer offers products such as food, clothing, home ware, technology, beauty, energy, hospitality, and financial services.

(See Appendices 1)


3.2

Marks and Spencer have been having Problems for the past 15 years, they monitor their performance quarterly they use external and internal communication to communicate with stakeholders. Written annual reports, letters, memos, notices, face to face, verbally and electronically via voicemails, and emails for internal communication. External communication to stakeholders is done via emails, letters, meetings, fax, conferences, and ICT to communicate with brokers.

Grant and Fernie, (2016) states, Second quarter results for Marks and Spencer was “same old story” sales of clothing and furnishings fell by 1.9% in a period of three months.

Marks and Spencer have previously planned to adapt to their customers changing shopping habits by planning to open more food only stores, reducing clothing and home ware stores, reducing the size of some stores, moving some stores, closing some stores and converting other stores to food only stores. They have also planned to lower prices on clothing and home products.

“ A key part of our recovery plan for clothing and home is lowering prices and reducing promotions”, said Rowe. Wood and Farrell (2016)

The way Marks and Spencer have previously communicated and monitored their problems is a weakness to their performance. If Marks and Spencer had more frequent communication, more regular monitoring and reviewing  to check if the problem has actually resolved then they wouldn’t have the same problems and would be able to improve their performance.


3.3

The nature of the problem Marks and Spencer is currently facing is not having enough sales in clothing, sales are falling, they are struggling to cope with supply and demand and competition. Marks and Spencer are having to close larger stores decrease some in size and even turn some in food only stores. This could affect the employees because it could lead to  unemployment, local stores having no customers and closing businesses also leading to unemployment and if problems aren’t resolved could lead to Marks and Spencer no longer existing.

Wood (2016) states, “But while food halls throng with shoppers, clothing is still the problem child.”
According to Wood and Butler (2018) Marks and Spencer has invested in an automated home delivery warehouse but is struggling to cope with demand and keep pace with fashion and competitive price. They have too many stores, poor stores because of lack of investment in small local outlets, and larger stores being too difficult to navigate.


The closing of Marks and Spencer stores will put hundreds of jobs at risk affecting the employees, local community, local stores, the suppliers, partners and investors, who are the primary stakeholders. The secondary stakeholders, the government and society, global society, unions, media, trade bodies and the competitors will also be affected. 

“Marks and Spencer has sparked uproar in local communities by confirming it will close nine shops across U.K, putting hundreds of jobs at risk” Ruddick, (2015). 
. 

3.4

(See Appendices 2)


3.4.1

The strengths of Marks and Spencer is, it is one of the largest traders, is well known and trusted for quality clothing, and being environmentally friendly. Marks and Spencer need to find ways to bring back their old customers and gain the trust of new ones. Marks and Spencer have the opportunities to make a come back, with the latest fashionable, quality clothing and competitive prices before their opponents, compare prices and keep prices competitive. They could also open small local outlets with popular items in store, catalogues in store, and decrease larger stores. Customers find it more convenient to shop online from home investing in providing efficient home delivery service, improving supply on demand and monitoring and reviewing these services regularly would improve sales and performance. They could also consider going into partnership with another leading store to improve their performance and developments.

Hobbs (2016) states, according to Fashion Consultant  Anusha Couttigane, Marks and Spencer need to make their online services match the likes of John Lewis and Amazon, maintain online growth trajectory to increase the proportion of its sales online will make a significant difference to its GM business.  
    




3.4.2


(See Appendices 3)

The buying habits have changed over the years, customers currently like to shop online and compare from their home at their own convenience. Technology has changed customers lifestyle, and customers attitude towards customer service has also changed because more and more people like to shop online, compare products and prices. If customers are not going into stores then customer service isn’t something that will make a difference. The influence of social media, new trends in fashion by family, friends, and colleagues affects interests of customers. Population changes could also affect sales a decline in birth rates could decrease the sales of baby clothing. Marks and Spencer need to be aware of these factors and regularly monitor them. Focusing on improving online home delivery services and keeping a pace on fashion, new trends and cheaper products could resolve the issues Marks and Spencer are having.

According to pestleanalysis.com, the social aspects focuses on the forces within the society, family, friends, colleagues, neighbors and the media are social factors. These factors can affect our attitudes, opinions and interests so, it can impact sales of product and revenues earned.


3.4.3

Primary Social Stakeholders                                                      Secondary Stakeholders
                        
Customers                                                                                     Government and Society                                                                                
Investors                                                                                        Pressure Groups
Shareholders                                                                                  Media
Suppliers                                                                                        Global Society
Local Community                                                                           Competitors
Employees                                                                                     Trade Bodies


The customers have a huge impact on Marks and Spencer because without them Marks and Spencer would have no sales of product and revenues earned. The current problem is that customers are not showing very much interest in Marks and Spencer clothings. The competitors have an impact on Marks and Spencer because they are taking advantage of Marks and Spencer pace for fashion and selling more fashionable clothing at cheaper prices. The media also has an impact on Marks and Spencer because it affects the interests and opinions of customers, 

Vizard (2017) states that CFO Helen Weir explained the customer views and customer impact was greater for Marks and Spencer because they were able to make use of the social media.





3.4.4                      
Power Interest Matrix

Level of Interest
                                       Low                                                           High
	Minimal Effort





(Low Interest & Low Power) 
	Keep informed
Employees                    Pressure Groups
Suppliers                       Trade Bodies
Local Community          Global Society
Media                            Competitors
Investors                        Shareholders
(Low Power & High Interest)

	Keep Satisfied

Government and Society



(Low Interest & High Power)
	Key Players


Customers


(High Interest & High Power)





3.4.5

Based on the analysis of the Power Interest Matrix, customers have high Interest and high power but the problem is that customers are not showing enough interest in Marks and Spencer clothing. If Marks and Spencer are able to make customers more interested in their clothing their sales would rise and problems would resolve. It is vital to understand who the customer is in any business, Marks and Spencer need to listen to their customers to realise what age group they are targeting. Until they have understood their current customers they can’t start to attract new ones.

Melissa Littler, Director of online designer retailer explained that Marks and Spencer are trying to please everybody and end up pleasing nobody. They need to be bold and brave, add style and target who they think their customer is with good quality and fashionable items. Neville, (2013).












Conclusion



4.1

Based on the SWOT analysis under taken the researcher has found , Marks and Spencer is well known and trusted for quality clothing and is one of the largest traders since 1884. It currently offers products such as food, home ware, clothing, technology, beauty, energy, hospitality and financial services. Marks and Spencer have been having issues with the sales of their products for the past fifteen years. Sales have also currently fallen because Marks and Spencer have fallen behind in fashion, competitive prices, and they have failed to supply on demand. Sales of clothing have been low, Marks and Spencer have been monitoring their performance but not reviewing.  If they had been reviewing they would not be facing the same issues again.

According to Leonard (2018), as a business increases in sales or in size it is more important to monitor. Monitoring in the workplace can help to develop strategies to improve procedures. Employee feedback and customer reviews are also necessary.


4.2

Based on the PESTLE analysis under taken by the researcher, the main concerns of Marks and Spencer is how to improve sales by creating cheaper fashionable clothing and improve online home delivery service. Buying habits have changed and customers currently find it more convenient to compare and shop online. The influence of media could be affecting customer’s opinions and interests. Marks and Spencer has too many large stores some of which they find difficult to navigate, opening small local outlets with popular items and investing in advertising new cheaper fashionable clothing,  improving online home delivery services and regularly monitoring and reviewing performance could resolve issues that Marks and Spencer are currently having.

According to ibm.com, online shopping is convenient for customers, they don’t have to leave their homes to shop anymore, they can simply do it by moving their fingers. Customers can browse several different retailers online at the same time and compare prices. Shopping online also offers privacy they can buy whatever they want without having to meet people face to face. 










4.3

Based on the Power Interest Matrix analysis under taken by the researcher, the main stakeholders that can help Marks and Spencer resolve issues is the customers and the media. Marks and Spencer could develop cheaper, fashionable clothes targeting a specific age group and use the media to advertise these cheaper fashionable clothing before their opponents start to advertise their new clothing. Media has an impact on customer’s interests and opinions. Media could influence the customers and improve sales of clothing. When sales start to improve Marks and Spencer need to closely monitor and review their performances  to ensure their issues have resolved and they don’t face the same problems in the future. 

Infoentrepreneurs.org states, to start a review you need to evaluate what you are actually doing. You need to think what makes your product s successful, how you could improve them, if you are actually matching your goods to your customers needs and which products are succeeding. 
































Options 




5.0

The researcher has found that Marks and Spencer could resolve their problems by using these options:

Develop cheaper fashionable clothing.
Advertise using media to attract customers.
Develop attractive online services and products.
Advertise competitive offers.
Distribute quicker and improve home delivery service.
Offer products online cheaper rather than paying more in store. 
Offer price comparison on similar items.
Open small local outlets with popular products.
Monitor and review to improve supply on demand regularly.
Monitor and review performance.

 
 
 






















Appendices


(1)                      Timeline - Highs and Lows of Marks and Spencer 



· 1884- Michael Mark opens Penny Bazaar stall at Kirkgate Market in Leeds.
· 1894- Marks forms partnership with Tom Spencer
· 1926- Marks and Spencer Ltd becomes a public company.
· 1931- Food department introduced.
· 1998- Annual profit reaches arecord 1.2 billion. 
· 2000-                                           
Feb- Luc Vandevelde becomes chairman 
May- M&S cuts dividend for time in history
Sept- Roles of chief executive and chairman combined as Vandevelde seeks to drive forward a recovery plan.
· 2001- 
            March- M&S plans to sell most of its non UK businesses, cut over 4,000 jobs and         
Return 2 billion pounds to shareholders to focus on fighting increased competition.
· 2002- Roger Holmes becomes CEO.
· 2004- 
May- Retail tycoon Phillip Greene is considering a bid.
            Stuart Rose appointed chief executive.
            June- M&S rejects Greene’s improved 8.4 billion pounds 370 pence a share bid.
            July- Greene walks away after failing to win over enough investors.
· 2005- 
Jan- Profit warning after Christmas sales flop.
Oct- First same stores rise in first quarters.
· 2007- 
April- Shares hit record high of 759 pence.
Nov- M&S announces push into China and India and a 1 billion pound share payback.
· 2008-
Jan- Worse quarterly performance for two years, shares plunge 20 percent.
March- M&S say’s Rose to become executive chairman until 2011.
May- Annual profit tops 1 billion pounds.
July- M&S issues profit warning, says head of food Steven Esom to leave after a year in the job.











(2) SWOT analysis.

Strengths: one of the largest trader’s, is well known and trusted name for quality clothing and environmentally friendly.

Weaknesses: M&S is losing trend and opponents taking advantage of this. Lost pace for fashion, failing to supply on demand, too many large stores and difficult to navigate, not comparing prices, and not reviewing problems to check if they have resolved.

Opportunities: Compare and provide cheaper products than opponents, develop new fashionable clothing before opponents, open small local outlets with popular items, invest in effective online home delivery services, and monitor and review services. Could go into partnership with another leading store

Threats: Leading stores could take over Marks and Spencer may no longer exist.


  
(2) PESTLE analysis

Economical- Growth in economy, GNP trends, Unemployment due to stores closing, and economic downturns.

Sociological- Buying habits, Lifestyle changed, attitude towards customer service, population growth rate, influence of media affecting sales, influence of friends and colleagues, decline in birth rates may decrease sales of baby clothing, and population changes.

Technological- People are more reliant on technology and prefer to use their technological devices such as mobile phones laptops computers I-pads and tablets to shop online at their convenience.                                                              
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